Abstract: Academic libraries are considered as key factors in the educational system of a country and strong pylons for the economic and societal development. During the current economic recession, libraries have been struck by severe budget cuts that have forced them to shrink and to reconsider services to the end users. Important questions that have been raised in countries, such as Greece, which has been in the eye storm of the economic downturn and has witnessed severe societal changes, include how libraries respond to this change of conditions, how they improve their service level and how they minimize user dissatisfaction. Moreover, one of the key questions is what is the range of substantial or symbolic interventions that can improve users' affective relationship with the libraries? The study aimed to measure the opinion of academic libraries users on four main criteria categories, namely cost, space and atmosphere, personnel behavior, and facilitation of collaborative work, and to reflect the level of affective relationship of users with their libraries. The study provides representative findings from all Greek academic libraries and shows that libraries are considered as spaces that facilitate pleasant reading and studying, as well as efficient collaborative work. Library users are in overall satisfied by the personnel behavior and productivity, but they also believe that there are margins for further improvement of its knowledge, while they think that the cost of services should be revised and echo the current situation. The findings of the study can assist library administrators to define the range of interventions and to prioritize them in a period of limited resources.
Introduction
Since 2008 the entire world is in a whirlwind of economic insecurity. Some countries had had problems, but they went over them, but other are in a long period of recession that has severely affected their population. Greece is one of these countries that has been gone under a major plan of fiscal adjustment, mainly translated into austerity measures. Recent statistics show that the average income has been decreased by 50% and that the official unemployment rate is 27% of the population, while the Hellenic Statistics Authority announced that the recession rate in 2013 -the sixth year in a row -will be between 4 and 4.5% of the GDP. This is an important hit to the economic activity and the daily life of the citizens, while its effects run through the entire backbone of the Greek society. This situation is reflected in all the educational structure of the country, which also goes under a major reshape. Consequently these effects reach the Greek libraries in the form of big budget cuts, personnel firing, 1 and so on. It can be estimated that after a twenty years of growth and development, Greek libraries have returned to the state before 1990 that they "were hardly able to operate due to scarce funding and resources that were not directed to these institutions" [Kyrillidou, 2006] .
The aim of this study is to identify the critical parameters that govern the affective relationships between academic libraries and their users. We mainly study the feelings of the library users and we argue that it is important to define those parameters especially inside this asphyxiating context the Greek academic libraries are in, because we think that there hardly is a challenging setting like this in the Western world. In this study we have used the Stimulus -Organism -Response (S.O.R.) framework to identify these parameters and this is the first time that it has been implemented in the Greek academic libraries. The survey followed a quota sampling technique and was addressed to users of all levels (undergraduate and post-graduate students, faculty members, etc.) from all academic libraries across Greece, resulting in 950 questionnaires that were then processed with inferential statistical methods.
Background
Library assessment is considered to be the set of processes to assign value to a given unit on a given time point. Wright and White [2007] prologuing the ARL Library Assessment toolkit state that the "number of assessment activities undertaken in libraries over the last decade has grown exponentially". While this echoes the practices of US libraries at that given time, the same can be said for most parts of the world. But, library assessment researchers understand the importance of standardized measurement activities that can be unambiguous and comparable over similar units or over time. This eventually leads to system-centered and -based statistics, such as web usage, books loan, fees, library visits and so on. In contrast, the user-centered and based evaluations are prone to the context of enquiry and might not be easily interpretable by other bodies. Occasionally, the tools of measurement reflect something very specific and individualistic, which can not be later reused.
In Greece, there are a few nation-wide systematic surveys, mainly between formal bodies, that cover the first leg of studies. The Total Quality Management Unit (MOPAB) 2 is the body that annually collects academic libraries' statistics. MOPAB focuses on collections growth, personnel figures, library usage and book price rates. Similarly, the Hellenic Statistical Authority biannually collects data in similar fields. On the other side, one can find plenty of user-based studies over the last years that are either very limited in scope, or due to methodological propositions they can not support generalization of their results.
Motivation
In this study we aimed at finding a consistent way of measuring the users' emotions inside the physical place they act, especially during challenging times. As it has been mentioned much of the work in library evaluation research up to now has been focused on users' satisfaction, preferences and service evaluation, but not on feelings. By feelings we mean the emotional states in which the library users find themselves while using the library services. Obviously, these can be either positive, or negative and we argue that the affective relationships can shape a respective user experience in the library. Of course the feelings' effects are reinforced in times of stress, as it has been recollected by our Library's personnel. Library users in Greece work in difficult conditions and they often seek for security, understanding, comfort and warmness. Furthermore they seek for motivational spaces that will make them feel confident and excited and that they will be received by a willing personnel. During this period, State organizations, such as libraries, despite they have been criticized for their performance, are shielding vulnerable classes of users, like low income students. Powell [2006] mentions ten reasons why libraries evaluate their collections and services, listing (i) account for how they use their limited resources, (ii) explain what they do, (iii) enhance their visibility, (iv) describe their impact, (v) increase efficiency, (vi) avoid errors, (vii) support planning activities, (viii) express concern for their public, (ix) support decision making and (x) strengthen their political position. Some of the reasons correspond to system centered and based evaluation approaches, but in the case of our research the last three are the main reasons for libraries to engage in such studies.
Methodology
One of the most important methods of evaluating the quality of library services is the survey method. A well structured questionnaire was used for the data collection process. Participants were users of all Greek Academic Libraries (21 libraries), except the University of Peloponnese. 3 Quota sampling (non probability sampling method) was used for selecting participants. Sample quotas for each Greek Academic library were proportionate to the total number of the population of users in each Greek Academic Library (see Table 2 ). This ensures that the final sample of the study is representative to the population in terms of number of users of Greek Academic Libraries.
The survey's questionnaire included Likert type questions regarding: (i) the level of knowledge and usage of services provided by the Greek academic libraries, (ii) the evaluation of these services according to user perceptions, (iii) the three dimensions proposed by the LibQUAL model (information control, affect of service and library as place) and (iv) participant's demographics. A pilot study to check the reliability of the items of the constructs (and the conceptualization and operationalization of questionnaire construction) took place at the Library & Information Center of University of Patras. Reliability test Cronbach a was found to be good with a > 0.7 for all constructs. After communicating with all Library Directors, the data collection process initiated by sending the appropriate number of questionnaires (according to quota sampling) to the 21 Greek Academic Libraries. The data collection period was between April and July 2012.
SOR framework
The Stimulus -Organism -Response (S.O.R.) framework is a model for the exploration of customer behavior. It has been proposed by Mehrabian and Russell [1974] in pursue of establishing the link between physical environment and individual's behavior. The model empowers the customer to act as a catalyst that processes environmental stimuli to effects, emotional and/or cognitive. In our study we focus in the emotional effects. The model has been also used for predictive purposes, taking benefit of the sequential characteristics [Kim & Lennon, 2012] . In this setting, S.O.R. has been used for exploratory purposes; to model and interpret the critical variables that shape the affective relationships between users and libraries.
This section introduces the S.O.R. model and each of its dimensions from the perspective of retail store environment. The environmental psychology literature asserts that the physical environment influences the approach-avoidance behavior of individuals within it [Mehrabian and Russell 1974] . S.O.R. describes mechanisms for how environmental elements influence individuals' internal states and in turn their approach-avoidance behaviors. They propose that emotional states serve as mediating variables in determining a variety of approach-avoidance behaviors. Following the S.O.R. model, a number of marketing studies on atmospherics generally support the relationship between store environment and consumer behavior [Baker,1987] . In a retailing context, the atmospheric variables are the stimuli (S) that drive consumer evaluations (O) and then influence their behavioral responses (R). Consumer behavior responses within a retail store are either approach, or avoidance. This view is consistent with Markin, Lillis and Narayana's argument [1976] that retail store designers, planners, and merchandisers shape a retailing space, that creates one's mood, activates intentions, and affects a customer's reactions. On the basis of S.O.R. framework, environmental stimulus cues are the antecedents of consumer evaluations towards a retail store. Baker [1987] classifies environmental components into ambient, design and social factors. Ambient factors refer to the non-visual elements of a space that tend to impact the consumer's subconscious, such as temperature, music, and lighting. Design factors are the stimuli that represent the visual elements of a space that tend to exist more at the forefront of a consumers' awareness, such as color, layout and architectural elements. Social factors involve the presence of employees and customers in the environment. Researchers have found that physical environment induces two types of internal states for an individual: affective and cognitive [Zeithaml, 1988; Mehrabian and Russell, 1974] . Each type of evaluation impacts a consumer's shopping behavior in a different way. According to the S.O.R. framework, approach avoidance behaviors are the actions resulting from individuals' internal states. Mehrabian and Russell [1974] suggest that approach behaviors include physical approach, work performance, exploration, and social interaction. Using the S.O.R. framework, Figure 1 summarizes the components and constructs of each stage in our study. More specifically the three dimensions of S.O.R. framework are: (a) stimuli that consist of ambient, design, social and economic cues, (b) organism that consist of cognition and emotions, (c) response consist of satisfaction and dissatisfaction. We approach these three parameters by using the personal the situational moderators, such as age, gender, role and year of study. 
Results
The final sample consists of 950 library users from the age of 18 to 55, including women and men at almost equal percentages (50.3% and 49.7% respectively). The majority of them were graduate students (69.5% of the sample), with 22.9% of the sample being postgraduate students, 4.7% academic staff and 2.8% external users. The average age of the sample library users is 24 years old and the mean of library visits is 8.5 times monthly. Participants use electronic services with mean value 6.83 times monthly. Figure 2 shows the percentage of usage of traditional and electronic services by library users. All the electronic services are in blue and all the traditional services -those served in the physical are in red. Users responses are stimulated by specific cues, which consist of ambience, design, social and economic cues. For the ambience cues, light scores the highest with a mean value of 3.86, while conditioning and sound scores high too. Signage, a design cue, in every library scores also quite high (3.66). For the economic cues, fines score high (3.22), whereas in the social cues score the highest of all are the willingness (4.00), the kindness (3.98) and the knowledge (3.94) of library staff.
Figure 3: the S.O.R. model as adapted in our study
Consequently, the dimension of 'Organism' consists of the emotions that the library causes to its users. The results of our study show that the users are very willing to come to the library and that within their context the feel calm. All emotion responses were above the average with the users stating that the don't feel very excited when they come to libraries.
We found that there is a balance between the emotions of male and female users. Users of both genders stated that they are willing to visit the library and that they feel calm when they visit it with mean value above 3.70. These scores were followed by quite high scores -in both genders -on the feelings of security (3.68) and comfort (3.58). We also found that users from the age of 28 to 47 years old are those that have the most positive feelings about the library services and the environment, whereas the younger or older users than this age seem to have less strong feelings. The highest feeling for new users is willingness (3,72) and for the older users -from the age 48 to 55 -is security (3.90). Willingness has also received high scores especially from users aged between 38 to 47 (4.00). The scores of excitement are the lowest ones -between 3.1 and 3.3 -for all age ranges.
Faculty members show the top rating in all emotions. They feel safe (4.02) in the library, probably because they are familiar with the library environment. The external users express high levels of excitement (3.59), maybe because the academic libraries are not part of their own reality, as well as because they use the library services by consciously. Undergraduate students seem to be less emotionally attached to the library, especially.
The year of study gives us very different results about the emotions of our participants. There were found differences in safety, willingness and confidence. First to third year students are more willing to visit the library (an aggregated 3.77) and feel more safe (an aggregated 3.78) in the library than the older students. Students who are in fourth of the fifth year are willing too (3.78 and 3.7 respectively), while students above the sixth year of study feel more comfortable (3.88). It was quite surprising to find that students that are at the end of their studies have high emotions of excitement about the library (3.8 for students at their eight year of study). 'Response' consists of user's satisfaction and answers to whether these emotions are translated to approval and approach or disapproval and avoidance of the services. In our survey it was found that the majority of users are very satisfied at a percentage of 49%. There is no difference between men and women about the percentage of satisfaction. Both genders are very satisfied about library services ay the percentage of 49%. Students at the 3 rd year of their studies have the highest satisfaction and at the last year of their studies has the lowest.
Factor analysis confirmed the four theoretical groupings of cues. The first -and the most important -factor of 'Stimuli' is the social cues, which groups all the characteristics of the library staff. In this grouping, the highest factor loading is the opinion on the attentive library staff (0.795) The second factor is the ambient cues that consists mainly of the physical aspects of the library and the highest factor loading is concentrated on the variable "Quiet space for individual study" (0.765). The third factor is the design cue with the top variable "colors of the library" (0.745) and the last one is the economic cue. The "economic fine" has the highest factor loading of that cue (0.940).
No significant differences were found between the various status categories with the exception of safety (p>.01). In academic years, differences were found to be statistically significant for safety (p>.01), willingness (p>.05) and confidence (p>.01). Homogeneity of variations, a test to show if the variations were similar, was found mostly insignificant, showing that they were mostly homogeneous. We also performed correlation analysis (Pearson) the age and the emotions have a weakly positive correlation (0.042), while the correlation of the year of study and the emotions is a weakly negative one (-0.084). Correlation is significant at the 0.01 level (p>.01).
Discussion
Library users are in overall satisfied by the personnel behavior and productivity, but they also believe that there are margins for further improvement of its knowledge, while they think that the cost of services should be revised and echo the current situation. Library users in Greece prefer using physical services in comparison to the electronic ones. This might imply that they are not well informed about electronic services or that electronic services are not well integrated in the curricula. Users also seem to prefer features that have immediate effect to their daily interaction. In their view an ideal library is a fathoming environment that facilitates reading and cooperation with friendly and willing personnel and affordable fees and fine rates.
Our study's impetus was internal. It was an arduous task to collect the data in a very methodological sound way. This was achieved with the assistance of liaison librarians in the surveyed libraries that helped us complete the survey. This reflects that with a careful planning one can achieve collecting user based data in a representative fashion.
Our future work is to examine whether these cues interact together and how and if they are drivers to social or systemic interactions. For instance, if there are fines and library users have proven inability of fines payment, what is the model of interaction that helps the resolution of this challenge in a mutually benefit way?
Conclusions
The study applied the Stimulus-Organism-Response behavioral framework and used a gap analysis scale to measure the opinion of the users on the criteria categories. It is a quantitative survey and as such it provides the broad view of the current situation in the country. It focused on important drivers of the expression of affective relationships and its findings can be useful to library administrators as it highlights the effects of economic crisis on key areas of library operation. The findings of the study can assist library administrators to define the range of interventions and to prioritize them in a period of limited resources. In general academic library users in Greece consider them to be spaces that facilitate pleasant reading and studying, as well as efficient collaborative work.
